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Start 
Handle Call 
Process 



T 




Queue Incoming Calls 



3 



310 



Automatic Call Distributor 
selects a call from a queue 



320 



Automatic Call Distributor identifies 
agents qualified to receive calls from 
the queue into which caller was placed 



Generate Agent Table 

Agent Performance Ranking 
System generates an Agent Table 
for each agent qualified to take 
calls from the queue. The Agent 
Table includes an index that is a 
function of agent performance and 
contact center state. 



Route Call 



Agent Performance Ranking System 
communicates Agent Table to 
Automatic Call Distribution Component 
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Rules-based Distribution Engine 
applies rules to Agent Table and 
matches an available agent to the 
select call according to rules 



Automatic Call/Work Distribution 
Component routes the select call 
to the matched agent 
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Queue Incoming Calls 

Process / 



I 



Intelligent Voice Response 
System receives incoming calls 



Intelligent Voice Response System 

identifies call parameters: caller, 
call type, language, customer type, 
product interest, and caller location 
for each incoming call 



Automatic Call Distributor 
categorizes each incoming call 
according to the qualifications 
needed to take the call 
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For each incoming call, Automatic Call 
Distributor selects a call queue 
according to the categorization and 
places call in the selected queue 
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Fig. 5 
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Administer traits test 
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Deduce cognitive abilities from traits test 



Deduce personality from traits test 



Store cognitive abilities and 
personality in agent database 
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Training system administers training 



Administer skills test 



Deduce skills and competencies 
from test results 



Store skills and competencies in 
agent database 



Agent gains on-the-job experience 



Performance monitoring component 
monitors agent performance 



Deduce skills and competencies 
from monitored performance 



Append agent database with 
deduced skills and competencies 



Performance Ranking System 
derives performance indicators 
from monitored performance 



Store performance indicators in 
agent database 
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State Weighting Rules 

Quality weight (QW) 
Handling time weight (HTW) 
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Agent Performance 
Indicators: 

Quality (Q) 
Handling time (HT) 
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Calculate score: 

1) Weigh Q by QW; 

2) Weigh HT by AHT; 

3) Sum 1) and 2) 
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Performance Indicator 


Target 


Actual 


Weight 


Score 


Index 


Close ratio 


56% 


57% 


0 


0 


1 


First Call resolution 


90% 


82% 


0 


0 


Quality 


95% 


96% 


.3 


.288 


Average handling time 


56% 


57% 


.7 


.399 


Total Score 


.687 
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Performance Indicator 


Target 


Actual 


Weight 


Score 


Index 


Close ratio 


56% 


56% 


0 


0 


2 


First Call resolution 


90% 


88% 


0 


0 


Quality 


95% 


94% 


.3 


.282 


Average handling time 


56% 


56% 
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Total Score 
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Fig. 8 
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